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BOARD OF COMMISSIONERS 

Tom Coulson 
Charles H. Farley 
Jimmy Garris 
Ann Floyd Huggins 
Melvin McLawhom 
Mark W. Owens, Jr. 

Beth B. Ward 
Glen Webb 
Mary Pericins-Wlliams 

Meeting Date/Time:11/5/2018 9:00 AM 
Agenda Section: Items for Decision 

Agenda Title: Award of Bid for Inmate Phone Services 
(Revenue Generating) 

Presenter: Phillips, Jeff 

Summary of Information; Pitt County Detention Center opened 
bids on September 20th, 2018 from five (5) different 
vendors: CPC, NCIC, I.C.S., SECURUS, and Pay*Tel 

Communications. After a review of all of the services and 
costs provided in the responses, our current provider 
(Pay*Tel Communications) has offered a package most 
beneficial to the County considering the cost per call to 
the inmate and generated level of commission. This proposal 
contract is revenue generating to the County with a 
guaranteed commission of $275,000 annually. (An approximate 
40% increase in revenue from past year). 

Submitter Recommendations/Motions: It is recommended Pay*Tel 
Communications is the selected inmate phone services vendor 
and the County negotiate and execute the contract necessary 
to secure the service to begin the contract in the 19-20 
fiscal year. 

Reviewed By: 

Elliott, Scott-- Not Reviewed 
Gentry, Randy-- Reviewed 
Elks, Neil-- Reviewed 
Phillips, Jeff-- Not Reviewed 


COUNTY MANAGER 

D. Scott Elliott 


1717West Firth Street 
Greenville. NC 27834 
Tel: (252) 902-2950 
Fax:(252)830-6311 



PITT COUNTY 

Agenda Abstract 


Number of Attachments: 0 



INMATE COMMUNlCATiaNS INTEGRITY 


MASTER SERVICES AGREEMENT 


This Master Services Agreement (hereinafter "Agreement") Is made and entered into this_day 

of_, 2018 by and between Pitt County and the Sheriff of Pitt County. North Carolina 

("Customer") of the one part and Pay Tel Communications, Inc., a North Carolina Corporation ("Pay Tel") 
of the other part, 

WHEREAS, Customer and Pay Tel desire to enter into a long term relationship pursuant to which Pay Tel 
will act as the exclusive provider of enabled and secured inmate communications services to inmates as 
outlined in Exhibit A, such services generally originate or relate to communications within Customer 
Premises Facility (hereinafter sometimes "Premises" as identified in Exhibit B (hereinafter sometimes 
"Services"); and 

WHEREAS, Customer understands the cost to Pay Tel associated with providing such Services and 
Customer agrees to cooperate and assist Pay Tel as set forth below. 

NOW THEREFORE, in consideration of the mutual promises and obligations hereunder, the parties to 
this Agreement do hereby agree as follows: 


1.0 AUTHORITY TO CONTRACT 

Customer, acting in its proprietary capacity, warrants by its/their signature that the requisite approval 
has been obtained to bind any authority having jurisdiction over the Premises including the requisite 
authority sufficient to bind Customer to agreements of the size, nature and term covered by this 
Agreement. 

2.0 LOCATION 

2.1 This Agreement Is for Services at or connected to the premises at the location or locations 
described in Exhibit B attached hereto (the "Premises") except as set forth below. 

2.2 Customer acknowledges and agrees during the original or any renewed term of this Agreement 
that if Customer commences operations at any location other than the Premises described herein, Pay 
Tel shall have the exclusive right to provide Services at such new location{s) in accordance with the 
terms and conditions of this Agreement. 

3.0 TERM 

3.1 The term of the Agreement shall commence upon execution of this Agreement and shall 
continue for a period of three (3) years from that date. Upon written notice to Paytel, Customer may 
renew this contract for successive one year terms, upon the terms and conditions mutually agreeable to 
the parties. 


3.2 Unless specifically exempted in Exhibit A, Customer shall not allow any other party the right to 
supply the same or similar Services at the Premises during the original or any renewed term of this 
Agreement. 
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4.0 COMPENSATiON 


4.1 Customer agrees reasonably to assist Pay Tel In its efforts to prevent losses and fraud and 
further agrees to aid in the prosecution of any perpetrators of fraudulent activity whether such 
perpetrators are located inside or outside the Premises. 

4.2 The parties acknowledge and understand that this Agreement is subject to the provisions of 
state and federal laws and regulations, and Pay Tel can only provide Services in compliance with all 
applicable rules and regulations, including those rules and regulations promulgated by the Federal 
Communications Commission {"FCC") and state Public Utility Commissions ("PUCs"). if there are any 
changes or new Interpretations of existing laws or regulations by the FCC, PUCs or any other 
governmental body that conflict with the terms of this Agreement, the parties hereto understand and 
agree that the provisions of this Agreement will need to be amended to conform to those legal 
requirements. If Pay Tel is aware of the likely passage or promulgation of any material change to law or 
regulation, it will endeavor to give as much notice as possible of the pendency of such change. As soon 
as Pay Tel has actual notice of any change that materially affects the terms of this Agreement, it will 
provide Customer at least twenty (20) days prior written notice of any change that will require 
amendment of this Agreement. If Customer objects to any such change in writing within twenty (20) 
days of receipt of notice. Customer's objection will be resolved by application of the dispute resolution 
provision of Section 8,2. During the pendency of the dispute, however, any proposed amendment made 
to conform to state or federal law will be deemed to be in effect. 

4.3 Pay Tel will make compensation payments as set forth in Exhibit C. This Exhibit C will be 
modified in the event of a material change in the operation of the facility as further described in Section 

4.4 

4.4 Any compensation required to be paid under this Agreement is based on information provided 
by Customer and contingent on the cooperation of Customer as well as Customer's vendors whose 
services affect Pay Tel's ability to earn revenue. Customer understands and agrees that any material 
change to this cooperation or events as set forth in this section may constitute a material change to the 
information upon which Pay Tel reasonably relied to set the compensation rates set forth in this 
Agreement. If there is a material change in cooperation or regulations that affect this Agreement, Pay 
Tel and Customer will work together to modify the terms of this Agreement In light of both the 
Customer's and Pay Tel's respective interests. 

The following list provides examples of items that will affect the generation of revenue for Customer 
and Pay Tel, 

1. A sustained reduction in Inmate population. 

2. Unreasonable restriction of inmate access to Pay Tel Services during normal awake hours (even 
restrictions imposed for security or disciplinary purposes.) 

3. Other restriction of Pay Tel's ability to provide comprehensive inmate communications Services 
defined in Exhibit A. 

4. Interference or lack of cooperation by Customer- selected-vendors such as the provider of Jail 
Management Software and/or Commissary companies whose lack of cooperation, for example, 
would inhibit Pay Tel's ability to commence or fully Implement the installation of its equipment 
or provision of services to enable real-time transfer of money for the purpose of debit calling 
and/or messaging, 

5. Lack of availability of products or services anticipated by this Agreement. 

6. Any other action by Customer or Customer-selected vendors that unreasonably impede the use 
of Pay Tel equipment and Services by Inmates. 

7. Regulatory changes that prohibit or mandate current pricing for Services. 
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5.0 COOPERATIVE PURCHASING 


To the extent other County Boards, Sheriffs Offices, Regional Jail Authorities or Corrections 
Departments within the state of North Carolina ("Similar Parties") may desire to obtain services as 
generally described in this Agreement, that such Similar Parties may elect to enter into an agreement 
with Pay Tel for similar services. Exact terms may be adjusted as necessary to meet the unique 
requirements of each organization. 

6.0 EQUIPMENT AND SERVICES PROVIDED BY PAY TEL 

6.1 Pay Tel will provide, install and operate equipment at the Premises necessary to provide the 
Services set forth in Exhibit A attached hereto. 

6.2 The placement of any equipment to be provided at the Premises will be determined by Pay Tel 
in consultation with the Customer and may be adjusted as necessary. 

6.3 In the event that Pay Tei has agreed to provide limited free services, such services are 
understood to be provided only as set forth in Exhibit D. Paragraph 4.4 is incorporated into this 
paragraph by reference. 

6.4 Unless otherwise provided in Exhibit C, all Services will be provided by Pay Tel at its expense. 

6.5 Customer will provide space and necessary utilities to support the provision of Services. 

6.6 Pay Tel will charge rates for all Services that are compliant with the FCC and any applicable PUC. 

6.7 Any equipment provided by Pay Tel hereunder associated with the operation of the Services is 
agreed by Customer to be the personal property of Pay Tel and is not intended to be a permanent 
fixture. It is the express intention of both Customer and Pay Tel that such equipment is and shall 
continue to be personal property of Pay Tel. All equipment provided by Pay Tel in connection with its 
services will be removed by Pay Tei at the end of the term of this Agreement, including termination of 
this Agreement pursuant to Paragraph 8.1 hereof. Following termination for whatever reason, Pay Tel 
shall have the absolute right to recover its Equipment at any reasonable time wherever it is then 
located. Customer agrees to provide access and to facilitate such removal. Pay Tel shall repair any and 
all damage to the Premises by reason of removal of Pay Tel's equipment. 

6.8 Pay Tel agrees to maintain its equipment in good operating condition, as further described in 
Exhibit E herein. In order to do so, Pay Tel shall have the right during normal business hours to enter the 
Premises to perform necessary maintenance and repairs as well as for purposes of inventory control. In 
order to trigger a service event. Customer must promptly notify Pay Tel of any malfunctions or loss of 
service. 

6.9 Nothing herein shall require or obligate Pay Tel to perform maintenance or repairs to equipment 
that Pay Tel did not install or separately agreed in writing to repair or maintain. 

6.10 Pay Tel agrees that its equipment will conform with all applicable local, state and federal 
requirements concerning the provision of Services to those with disabilities as defined by the Americans 
With Disabilities Act (hereinafter the "ADA"). Customer shall cooperate with Pay Tel to ensure 
compliance with all access requirements contained in applicable local, state and federal regulations 
relating to those with disabilities as defined in the ADA. 
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7.0 LIMITED LICENSE 


In order to allow Services, Customer hereby grants to Pay Tei's employees and to the company a limited 
license to act under its law enforcement authority to record and manage inmate communications. Call 
recordings, emails or other electronic information ("Electronic Data") may be in Pay Tel's custody or 
control for periods of time and such custody and/or control shall be deemed under the authority of 
Customer's law enforcement personnel and any direction from Customer to Pay Tel and its employees 
with respect to such Electronic Data shall be deemed to be under a limited license to provide such data 
to law enforcement officials or to use for legitimate business purposes. Pursuant to this Agreement, 
Customer grants to Pay Tel a perpetual limited license to a) comply with requests submitted to Pay Tel 
by any representative of Customer; b) disclose electronic data or physical forms of such data to 
Customer's representatives; c) utilize such data in order to perform functions necessary to provide 
Services; d) monitor such data to prevent fraud; e) monitor such data for equipment quality control and 
maintenance purposes; f) use the data in connection with legitimate business purposes; and g) Pay Tel 
will notify Customer's designated administrative contact of any requests to Pay Tel from Law 
enforcement or other authorities as soon as is practically possible. 

8.0 Termination 

8.1 Customer may terminate this Agreement in the event of an uncured material breach. Customer 
shall be required to give written notice to Pay Tel of any alleged material breach in strict conformance 
with Paragraph 10.1. Pay Tel shall have a right to cure any such breach within thirty (30) business days of 
receipt of written notice. This thirty (30) day cure period will be suspended and must be extended for 
an additional ninety (90) days if such cure has begun, is being diligently pursued but cannot reasonably 
be effected within the initial thirty (30) day period. Additional extensions may be granted by mutual 
agreement. 

8.2 In addition to objections arising under Section 4.2, or if any state or federal legislative, 
regulatory, judicial or other legal action (a) materially affects any terms of this Agreement or the ability 
of Pay Tel to perform any terms of this Agreement, or (b) would make Pay Tel's compliance with its 
obligations under this Agreement, in Pay Tel's reasonable judgment, no longer economical or feasible. 
Pay Tel may provide written notice of such facts to Customer and the parties shall renegotiate in good 
feith such mutually acceptable new terms as may be required. In the event negotiations are not 
resolved within forty-five (45) days of notice, either party may submit the dispute for resolution 
pursuant to section 10.6 of this Agreement or alternatively, Pay Tel may terminate this agreement on 
thirty (30) days' notice to Customer. 

9.0 SUCCESSORS IN INTEREST 

9.1 Customer agrees that Pay Tel shall have the right to assign this Agreement and that Pay Tel shall 
have the right to grant a security interest in this Agreement and in any of Pay Tel's equipment for use in 
providing Services. Specifically, this Agreement may be assigned by Pay Tel following written notice to 
the Customer point of contact followed by consent of Customer, which consent shall not be 
unreasonably withheld or delayed. In the absence of a written objection delivered to Pay Tei within 
thirty (30) calendar days of notice; consent shall be deemed granted by Customer. This Agreement shall 
be binding upon the successors and assignees of both Customer and Pay Tel, including, without 
limitation, any financial institution providing financial accommodations to Customer or Pay Tel. 

10.0 MISCELLANEOUS PROVISIONS 

10.1 All notices required to be given under this Agreement and the attached exhibits shall be sent to 
Pay Tel and to Customer addressed as shown on the signature page of this Agreement. Notices shall be 
sent by certified mail, return receipt requested. The date of receipt shall be deemed to be the date of 
giving such notice. 
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county, North Carolina. _maintenance, Pay Te' ag_^ ,.„„,,des or 


,0.6 The venue for any a,spu.= 

county. North Carolina. restoration, repair or oriqutptnent upgrades or 


pmCOUimSHE«ff.»0»TH“«OUNA 


pay tel communications, INC.; 


By 






Attest; 




Phone: J2521902-2850 


afpboved 



AS TO 


Master services Agreement ^ 


- <iy ,. — 

Finance Oincer 


>age 6’0^ t3 





SFRVICES & EQUIPMENT 

Pav Tel CenturionlTS™ Centralized Inmate Telephone System; 

Account Software for PIN, Debit Calling and commissary “i^dering 

oLice for the Deaf (TDD) as needed to meet facility and ADA requireme 
• 150 inteleTABLET™ Devices 

o InteleMESSAGE™ Inmate Messaging - required (Handbook PREA 

o Optional - Facility Documents & Information on Tablets (Handbook, 

Information, Opioid Addiction Information, etc.) 

. inteleVOICE™ Inmate voice biometric continuous identification (Investigator PRO) 

: Cu^ed local re-entry resource Information via RiseAMe™ website 
. Secure Access to ITS from County PCs and/or LaPt°PS ^ 

. sufficient redundant storage capacity to support 7 years of call 

years of recordings 
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ppnPFRTY P FSCRIPTION 

The Premises which is the subject of this Agreement; 

Pitt County Detention Center 
124 New Hope Road 
Greenville, North Carolina 27834 
(252) 902-2850 


















EXHIBIT C 


RATES & COMPENSATION 


Inmate Phone Calls 


1 

' Call Type 

1 

Pay Tel 

Per Minute Rate 

1 

Facility 1 

Compensation 

Local 

$.17 

6S% 

IntraLATA 

$.40 

65% 

InterLATA 

$.40 

65% 

Interstate 

$.21 

N/A 

International 

10-Digits-Canada, Puerto 
Rico, US Virgin Islands, 
Guam 

$.21 

N/A 

International Mexico 

$.75 

65% 

International Other 

$.95 

65% 


* Applicable local, state and federal taxes and mandatory regulatory fees will be applied in addition to the above 

rate per minute without markup or additive. 


Other Services 


Service 

Rate 1 Facility Compensation 

inteleMESSAGE™ 

$.50 1 20% 


Minimum Annual Guarantee - Pay Tel guarantees that the minimum annual commission income to the 
Customer will be no less than $275,000. At the end of each contract year, Pay Tel will add the total 
commissions paid over the 12 month period and if it falls below the stated minimum. Pay Tel will pay 
the difference to Customer. Minimum Annual Guarantee is based on an ADP of 426 and may be 
adjusted in the event of a sustained decrease in ADP of 10% or more for a period exceeding 3 months. 
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«tPFCIALCONP'fiH«ATION SETTINGS 


Free Calls 

__1 

1 Descriotion i 

Quantity per Inmate 

Duration Limit ‘ 

i Free Calls from Selected 
j Phones (Booking/Intake) 

As currently configured j 

I 

3 Minutes j 

1 _ 1 

, Other 

-—- —- ■ 



Other 


Description 


Setting 


npfa^ Ca il Duration Limit 
Default Phone Operating Hours 


15 Minutes 


As currently configured 
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EXHIBIT E 


SERVICE COMMITMENT 

Pay Tel will use Its best efforts to satisfy its customer and will operate generally in accordance with the following: 

Local Representation 

All local technicians utilized for this project will be trained by Pay Tel and certified to perform all 
potential repairs associated with the proposed inmate telephone service. 

PAY TEL SERVICE LIAISON PROGRAM 

The primary responsibilities of the Liaison are; 

1 To act as a client relations coordinator between the confinement facility and Pay Tel ensuring an 
effective and open line of communications for the day to day operations of the inmate 

2. To?nXe and^l^ndle complaints generated by inmates or staff as they pertain to the inmate 

3 ToTrovIde^he minor repair and replacement work necessary to ensure the inmate telephones 
are working properly, and assist in determining the need for additional technical assistance. 

4. Will request spare parts from Pay Tel so that an adequate inventory is available. 

Pay Tel Communications will provide: 

1. The persons selected for this position will be fully trained and equipped with a tool kit by Pay 
Tel. An inventory of spare parts will be provided for storage on-site to assist in the timely repair 

of the inmate telephones. 

2. Additional train as needed for current staff or new staff. 

Pay Tel will pay to the Pitt County Detention Center three hundred ($300.00) per month for the 
Detention Center participation in the Pay Tel Service Liaison Program. 

On-Site Inventory of Spare Equipment 

Pay Tel will provide and maintain on-site inventory of spare components to minimize the time to 
repair. Where possible, rack mounted spares will be pre-installed and ready to be swapped in the 
event of component failure. 


Minor Telephone 
Repair 


PAY TEL SERVICE ACTION LEVELS 

ROUTINE telephone INSTRUMENT REP AIR COMMITMENT__ 

-Drfinito^ ^ Commitment** 


Less than 20% of the phones in any given 
living unit or pod are in need of repair 


Repair to be performed within three (3) 
business days. 


20% or more of the phones in any Repair to bTperformed^ing special 

Major Tel^hone ^P 

** I point-of-contact. 

combine specially sch^diJiedJ^o^ie^r^wnh upcoming preventative 


20% or more of the phones in any given 
living unit or pod are in need of repair 
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maintenance activity planned for later the same month. 


riDiiPiiTinM*; CTNTER PRE VENTATIVE MAINTFNA NCE COMMITMEM 

Routine Maintenance is the proactive work to address service enhancements, architecture modiflcations, 
infrastructure upgrades, and equipment replacement or reconfiguration. 

M .,11 .« » P-,*™ S" r™”'.f~ - 

-».—» 

hours' notice under norma! circumstances. 

at everv layer Pay Tel strives to provide a 99.999% service level to all of our customers. 

Pay Tel commits to a proactive approach to service -d support, including 

ih:drd':;t:i"" 

repair activity. 


QN-SITE PpFVgNTATIVE MAINTE NANCE COMMITMENT 



Description 

Commitment 

Preventative 

1 Maintenance | 

Pay Tel will schedule a Preventative Maintenance 
(PM) Visit to the Site a minimum of once per quarter 
to complete any open phone repairs and to inspect 
inmate telephones and related equipment as outlined 
in Pay Tel's Preventative Maintenance Checklist. 

Scheduled PM visit 
(minimum) once per quarter ^ 
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The following chart outlines the three Service Level Agreements for System Semce Oftage'^ 
Preventative Maintenance and Routine Phone Repair Commitments are addressed on the prev 

page. 


1 1 AtrAl i 

PAY 1 bL btn 

Definition 

.VIUC IWrt tw 

-1— 

Time-Line 1 

Commitment 

Notification 

Intervals 

1 Level 1 

ALL 1 

' 1 

ALL Issues i 

1 

1 

1 

<15 Minutes | 

Initial Response: to generate 
trouble ticket 1 

Assess Issue & Assign Severity | 

Level _L 


__L 

i 1 -Minor 

1 1 

1 

1 1 

1 

1 

1 

1 1 

— 

Less than 10% of 
the system is not 
responding | 

<2 Hours 1 

No Later than Next [ 
Business Day 

No Later than Next 
Business Day 

Follow-up Response: Diagnose | 
problem, determine course of 
action and engage necessary 

resources 

On-slte Commitment (when ^ 

needed) 

Corrective Action Expectation i 

2 Hours ' 

6 Hours 1 

12 Hours ^ 

Next Business Day | 

1 

r2-Serious 

1 

1 

Between 10% 
and 25% of the 
system is not | 
responding 

1 

1 

< 1 Hour 

j <12 Hours 

1 <12 Hours 

j <1 week 

Follow up Response: Diagnose | 
problem, determine course of | 
action and engage necessary i 

resources 

On-site Commitment (when 

1 needed) 

Corrective Action Expectation 
Post-event Report & action plan 
to avoid future issues of this 

1 kind {if applicable) 

30 Minutes, 

2 Hours ' 

4 Hours 1 

12 Hours I 

1 

1 

1 1 

1 30 Minutes 1 

-- 

^ 3-Major 

1 

_ 

I 

[ Over 25% of the 

j < 30 Minutes 

I Follow up Response: Diagnose 


system is not 

I responding 

I 

1 

i 

<4Hours 

1 <4 Hours 

<1 week 

1 

' problem, determine course of 

1 action and engage necessary 
^ resources 

^ On-site Commitment (when 
! needed) 

1 Corrective Action Expectation 
' Post-event Report & action plan 
1 to avoid future issues of this 

1 kind (if applicable) 

1 4S Minutes | 

1 2 Hours 1 

4 Hours 1 

1 

1 1 

1 1 

1 1 


Note: 


nmitments may be adjustea as agreea ot fcifut.cu s/;, c,,*. 

(All times noted are measured from the time an issue is reported) 
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Megan - Hello! Hope you are doing well. Please call my office when you can reference the attached. Thanks so 
much, 

Pitt County Sheriffs Office / Detention Center 
124 New Hope Road 
Greenville, NC 27834 
252-902-2927 


From: Evans, Tammy 

Sent: Wednesday, February 13, 2019 2:14 PM 
To: Phillips, Jeff 
Subject: Pay Tel contract 
Importance: High 

Ya know what? It needs to be fully executed. Please forward to them for their signatures. 

Pitt County Sheriffs Office / Detention Center 
124 New Hope Road ( 

Greenville, NC 27834 
252-902-2927 


From: Wilson, Nancy 

Sent: Wednesday, February 13, 2019 1:01 PM 
To: Evans, Tammy 
Subject: Pay Tel contract 

Hi Tammy — do you have the Pay Tel contract that was routed in December back fully executed? Janis has a public 
records request for it and I don't have it in the data base yet. 

Thanks, Nancy 


Nancy J. Wilson 

N.C. State Bar Certified Paralegal 
Pitt County Legal Department 
1717 W. 6th St 
Greenville, NC 27834 
(252) 902-3106 

nancv.wilson@Dlttcountvnc.Qov 


1 




